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Please find below the detailed Oloesd g B gis (ny oel &cym Jl 5Ly
explanations regarding the T AW bladl 1 s
proposed support and o S »

maintenance methodology for

the Automation of Laboratory 2. Warranty & Support
Testing Service at the Ministry
of Energy and Mineral 2.1 Methodology
Resources.

_ e The bidder support and maintenance
Integrated Best Practices for methodology should have be based
Laboratory Automation .
Systems on best practices followed by

Microsoft, IBM, and SAB.

The methodology must combine | o Support model follows Microsoft
industry best practices into a Operations Framework (MOF)

complete operational approach
that covers all aspects of
running a laboratory
automation platform:

a. System Reliability & Uptime
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e Ensuring the laboratory
system operates with
minimal downtime,
especially during peak
sample processing
periods.

¢ Implementing
automatic monitoring
tools for instrument
connectivity, data flow,
server health, and
database performance.

b. Preventive Maintenance

e Scheduling periodic
system reviews,
calibration checks (if
integrated with lab
devices), software
patching, and
performance
optimization.

e Applying security
updates and bug fixes
recommended by
Microsoft and other
technology partners.

c. Incident & Problem
Management

e Providing a clear and
defined workflow for
reporting, classifying,
escalating, and
resolving issues
affecting lab processes
(e.g., barcode scanning
errors, result calculation
delays, user login
problems).

e Conducting root-cause
analysis to prevent
recurring problems.

d. Support for Laboratory
Business Processes

e Ensuring that
workflows—such as
sample registration,
chain of custody, test
selection, results
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validation, and report
generation—are
continuously monitored
and improved.

e Supporting lab staff
during operational
changes, peak
workloads, or
introduction of new test
methods.

e. Change and Release
Management

e Follow a controlled and
documented process
for deploying software
enhancements, new
modules, or regulatory
updates.

e Ensuring that any
change (e.g., adding a
new test type,
integrating a new
instrument, or
modifying reporting
rules) is tested and
validated before it goes
live.

Alignment with Microsoft
Operations Framework (MOF)

The methodology should be
designed in accordance with the
Microsoft Operations
Framework (MOF), which
provides a structured, mature
framework for managing IT
services. This means the bidder
must implement:

e Service Management
Processes such as
incident, problem,
change, and
configuration
management.
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Proactive Monitoring of
the laboratory platform
to detect issues before
they affect operations.
Continual Improvement
cycles to enhance
system performance
over time and ensure
alignment with evolving
laboratory needs.
Operational Readiness
Assurance to ensure the
system is always stable,
secure, and available
for daily lab activities.




